Customer satisfaction on counter service at Majlis Bandaraya Melaka Bersejarah (MBMB) / Nor Shadiah Abdul Rahaman and Noorsuria Abdullah by Abdul Rahaman, Nor Shadiah & Abdullah, Noorsuria
  
 
Bachelor of Administrative Science (Hons) 
Faculty of Administrative Science and Policy Studies 
 
 
CUSTOMER SATISFACTION ON COUNTER SERVICE AT 
MAJLIS BANDARAYA MELAKA BERSEJARAH (MBMB) 
 
 
NOR SHADIAH BT ABDUL RAHAMAN    2008405764 
        NOORSURIA BTE ABDULLAH                  2008405818               
 
Name of Supervisor 
MISS NURLIYANA BTE MOHD SHAZALI 
 
APRIL 2011 
  
DECLARATION 
 
We hereby declare that the work contained in this research proposal is our own expect 
those which have been duly identified and acknowledged. It we are later found to have 
committed plagiarism or other forms of academic dishonesty, action can be taken 
against us under the Academic Regulations of UiTM’s. 
 
 
 
Signed 
------------------------------ 
NOR SHADIAH BTE ABDUL RAHAMAN 
(2008405764) 
------------------------------ 
NOORSURIA ABDULLAH 
(2008405818) 
 
 
  
TABLE OF CONTENTS 
CHAPTER 1: INTRODUCTION          
1.1 Problem statement       4   
1.2 Research objectives       5   
1.3 Research questions       6   
1.4 Scope of study        7 
1.5 Significant of study       7   
1.6 Definition of terms and concepts     9   
1.7 Limitation of the research      11 
 
CHAPTER 2: LITERATURE REVIEW AND CONCEPTUAL FRAMEWORK  
2.1 Background of MBMB       13   
2.2 Overview customer satisfaction      13 
2.3 Factors contribute customer satisfaction    17 
2.4 Conceptual framework       24 
2.5 Hypotheses        26 
 
CHAPTER 3: RESEARCH METHOD 
3.1 Research design         28 
3.2 Unit of analysis         30 
3.3 Sample size         30 
3.4 Sampling technique        30 
3.5 Measurement/ Instrumentation       31 
3.6 Data collection         33 
  
3.7 Data analysis         34 
 
CHAPTER 4: FINDINGS OF THE SURVEY AND DATA ANALYSIS 
4.1 Reliability for the study       37 
4.2 Descriptive Statistic        38 
4.3 Mean Analysis        41 
4.4 Inferential Analysis and Discussion     42 
4.5 Summary for findings       47 
4.6 Discussion of Major Finding      47 
 
CHAPTER 5: RECOMMENDATION AND CONCLUSION 
5.1 Implications for the practice      52 
5.2 Recommendations       54 
5.3 Conclusion         54 
 
REFERENCES 
APENDICES 
 
 
 
 
 
 Bachelor of Administrative Science (Hons)                                                                1 
 
CHAPTER 1 
 
INTRODUCTION 
 
The role of the public sector in shaping the development of the nation 
has always been extensively debated in the Malaysian parliament but 
received less attention in the research literature. In the case of local 
government in Malaysia, their position as the lowest of the three levels in the 
government hierarchy, they are very close to the public.  
 
Local government can be defined as one level of government that 
exists in the country. Its establishment aims to provide opportunities for local 
residents to take part in the administration. These institutions have financial 
autonomy and the right to enact laws relating to jurisdiction and are subject to 
local government, power under state government. However, the federal 
government, through the National Council for Local Government and Housing 
and local government directing authority assist and control the local 
government in the country. Local government functions provide municipal 
services in the areas specified. Among these services are public healthcare, 
public sanitation, and providing solid waste collection system. There are three 
types of local government in Malaysia which are the City Council, the 
Municipal Council, and District Council (Dewan Bahasa dan Pustaka, 2011). 
 
 
 
